Satisfaction  of  Users 


of  Financial  Software  Packages 


Satisfaction  of  Users 
of  Financial  Software  Packages 


October  1996 


INPUT8 


Frankfurt  • London  • New  York  • Paris  • San  Francisco  • Fokyo  • Washington  D.C. 


About  INPUT 


INPUT 


Clients  make  informed  decisions  more  quickly  and  economically  by  using  INPUT’S  services.  Since  1974, 
information  technology  (IT)  users  and  vendors  throughout  the  world  have  relied  on  INPUT  for  data, 
research,  objective  analysis  and  insightful  opinions  to  prepare  their  plans,  market  assessments  and  business 
directions,  particularly  in  computer  software  and  services. 

Contact  us  today  to  learn  how  your  company  can  use  INPUT’S  knowledge  and  experience  to  grow  and  profit 
in  the  revolutionary  IT  world  of  the  approaching  millennium. 


Information  Services  Markets 


Worldwide  and  country  data 
Vertical  industry  analysis 

• Systems  Integration  / Professional  Services 

• Client  / Server  Software 

• Outsourcing 

• Information  Services  Vendor  Profiles  and  Analysis 

• Internet  Opportunities 

• Electronic  Commerce 

• U.S.  Federal  Government  IT  Markets 

• IT  Customer  Services  Directions  (Europe) 

• Software  Support  (Europe) 


Research-based  reports  on  trends,  etc. 
(More  than  100  in-depth  reports  per  year.) 

Frequent  bulletins  on  events,  issues,  etc. 

5 -year  market  forecasts 

Competitive  analysis 

Access  to  experienced  consultants 

Immediate  answers  to  questions 

On-site  presentations 

Electronic  report  delivery 


• Software  and  Services  Market  Forecasts 

• Software  and  Services  Vendors 

• U.S.  Federal  Government 

Procurement  plans  (PAR,  APR) 

- Market  Forecasts 
Awards  (FAIT) 


For  Vendors — Analyze: 

• Market  strategies  and  tactics 

• Product /service  opportunities 

• Customer  satisfaction  levels 

• Competitive  positioning 

• Acquisition  targets 
For  Buyers — Evaluate: 

• Specific  vendor  capabilities 

• Outsourcing  options 

• Systems  plans 

• Peer  position 


Acquisition  / partnering  searches 


Contact  INPUT  at:  info@input.com,  or  http://www.input.com 

Frankfurt  • Perchstatten  16,  D-35428,  Langgons,  Germany,  Tel.  +49  (01  6403  91 1 420,  Fax  +49  (0)  6403  911  413 

London  • Cornwall  House,  55-77  High  Street,  Slough,  Berkshire,  SL1  1DZ,  England,  Tel.  +44  (0)1753  530444, 

Fax +44  (0)1 753  577311 

New  York  • 400  Frank  W.  Burr  Blvd.,  Teaneck,  NJ  07666,  USA,  Tel.  (201)  801-0050,  Fax  (201)  801-0441 

Paris  • 24,  avenue  du  Recteur  Poincare,  75016,  Paris,  France,  Tel.  +33  (1)  46  47  65  65,  Fax  +33  (1)  46  47  69  50 
San  Francisco  • 1881  Landings  Drive,  Mountain  View,  CA  94043,  USA,  Tel.  (415)  961-3300,  Fax  (415)  961-3966 
Tokyo  • 6F#B,  Mitoshiro  Bldg.,  1-12-12,  Uchikanda  Chiyoda-ku,  Tokyo  101,  Japan,  Tel.  +81  3 3219-5441, 


Washington,  D.C. 


Fax  +81  3 3219-5443 

1921  Gallows  Road,  Suite  250,  Vienna,  VA  22182,  USA,  Tel.  (703)  847-6870,  Fax  (703)  847-6872 


M&S  495/01  1.96 


SATISFACTION  OF  USERS  OF  FINANCIAL  SOFTWARE  PACKAGES 


INPUT 


Published  by 
INPUT 

1881  Landings  Drive 
Mountain  View,  CA  94043-0848 
United  States  of  America 


Satisfaction  of  Users  of  Financial  Software 
Packages 


Copyright  © 1996  by  INPUT.  All  rights  reserved.  Printed  in 
the  United  States  of  America.  No  part  of  the  publication 
may  be  reproduced  or  distributed  in  any  form,  or  by  any 
means,  or  stored  in  a database  or  retrieval  system, 
without  the  prior  written  permission  of  the  publisher. 

The  information  provided  in  this  report  shall  be  used  only 
by  the  employees  of  and  within  the  current  corporate 
structure  of  INPUT'S  clients,  and  will  not  be  disclosed  to 
any  other  organization  or  person  including  parent, 
subsidiary,  or  affiliated  organization  without  prior  written 
consent  of  INPUT. 

INPUT  exercises  its  best  efforts  in  preparation  of  the 
information  provided  in  this  report  and  believes  the 
information  contained  herein  to  be  accurate.  However, 
INPUT  shall  have  no  liability  for  any  loss  or  expense  that 
may  result  from  incompleteness  or  inaccuracy  of  the 
information  provided. 


YNSFW-1  00*1  996 


SATISFACTION  OF  USERS  OF  FINANCIAL  SOFTWARE  PACKAGES 


INPUT 


Satisfaction  of  Users  of  Financial 
Software  Packages 


I Introduction 

A.  Objectives  of  the  Study  1 

B.  Scope  1 

C.  Methodology  and  Conduct  of  the  Work  2 

D.  Organization  of  This  Report  2 


II  Findings 

A.  Importance  of  Selection  and  Usability  Factors  5 

B.  User  Satisfaction  Ratings  7 

C.  Other  Findings  13 


Appendix 

A.  Questionnaire  15 


YNSFW  © 1996  by  INPUT.  Reproduction  Prohibited  I 


SATISFACTION  OF  USERS  OF  FINANCIAL  SOFTWARE  PACKAGES 


INPUT 


Exhibits 


ii 

-1  Software  Solution  Factors  - Importance  4 

-2  Software  Solution  Factors  - Overall  Satisfaction  5 

-3  Satisfaction  - Solution  Meets  Business  Need  6 

-4  Satisfaction  - Accessibility  of  Information  6 

-5  Satisfaction  - Flexibility  to  Meet  Business  Needs  7 

-6  Satisfaction  - Production  of  Transaction/Summary  Reports  7 

-7  Satisfaction  - Ease  of  Use  8 

-8  Satisfaction  - Ongoing  Support  8 

-9  Satisfaction  - Ease  of  Learning  Software  9 

-10  Satisfaction  - Education/Training  9 

-11  Satisfaction  - Vendor  Reputation  10 

-12  Satisfaction  - Time  to  Implement  10 

-13  Satisfaction  - Vendor  Implementation  Team  11 

-14  Satisfaction  - Graphical  Appeal  of  Software  11 

-15  Number  of  Times  a Financial  Software  Vendor 

Rated  First  in  a Category  12 

-16  Importance  of  Customer  Satisfaction  in 

Purchasing  Financial  Software  13 

-17  Percent  of  Customers  Able  to  Obtain 

Information  on  Customer  Satisfaction  14 


© 1996  by  INPUT,  Reproduction  Prohibited  YNFSW 


SATISFACTION  OF  USERS  OF  FINANCIAL  SOFTWARE  PACKAGES 


INPUT 


Introduction 


A 

Objectives  of  the  Study 

• To  assess  the  importance  of  factors  affecting  the  selection  and  use  of 
financial  software  packages. 

• To  measure  user  satisfaction  of  leading  financial  software  packages. 

B 

Scope 

The  study  measured  the  importance  and  satisfaction  of  customers  across  a 
number  of  factors,  including: 

• How  well  a vendor’s  products  meet  business  and  functional  needs 

• Information  accessibility 

• Product  flexibility  for  responding  to  changing  business  needs 

• Ease  of  use 

• Ongoing  support  and  hotline  assistance 

• Ease  of  learning 

• Education/training  offered 

• Vendor  reputation  in  client/server  budgeting,  accounting  and  financial 
applications 

• Time  to  implement  product 

• Vendor  implementation  team 
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Methodology  and  Conduct  of  the  Work 

INPUT  conducted  10-15  minute  telephone  interviews  of  randomly  selected 
users  of  the  following  vendors’  products: 

• D&B  Software 

• Hyperion  Software 

• Oracle 

• PeopleSoft 

• SAP 

INPUT  interviewed  a person  knowledgeable  about  the  product  who  could 
answer  questions  in  the  areas  listed  in  the  “Scope”.  The  typical  respondent 
had  the  title  of  Director,  Manager  or  Controller. 

INPUT  interviewed  179  companies,  spread  evenly  across  the  five  vendors 
listed  above.  Respondents'  identities  were  not  linked  to  specific  answers. 
Respondents  were  offered  an  executive  summary  as  an  incentive  to  take  part 
in  the  study. 

After  the  interviews  were  conducted,  the  contents  were  entered  into  a 
database  for  analysis  and  retrieval.  Open-ended  questions  were  classified 
and  coded. 


D 

Organization  of  This  Report 

This  report  contains  the  following  sections: 
Chapter  II  - Findings 
Appendix  A - The  Questionnaire 
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Findings 


A 

Importance  of  Selection  and  Usability  Factors 

Users  of  financial  software  packages  place  high  importance  on  many  factors 

(Exhibit  II- 1). 

• For  virtually  every  factor  customers  were  asked  to  rate,  the  average 
rating  of  importance  was  8 or  greater  (on  a scale  of  10)  --  these  are  very 
demanding  requirements. 

• Even  the  two  factors  of  lowest  importance,  the  vendor  implementation 
team  and  the  graphical  appeal  of  the  software,  were  given  relatively  high 
ratings  of  6.6  and  7.2  respectively. 

• Often,  in  studies  like  this,  there  is  more  of  a “bell-shaped  curve”,  with  a 
small  number  of  areas  of  high  importance,  and  many  more  of  lesser 
importance.  However,  this  was  not  true  in  this  study:  Users  place  high 
importance  on  many  factors. 

INPUT  concludes  that  a financial  software  package  must  address  a broad 

range  of  user  needs  in  order  to  be  accepted  and  to  be  successful. 
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Exhibit  11-1 


Software  Solution  Factors  - Importance 


Accessibility  of  Information 


Solution  Meets  Business  Needs 


Flexibility  of  Solution  to  Meet 
Business  Needs 


Ease  of  Use 


Production  of  Transaction/Summary 
Reports 


Ongoing  Support 


Ease  of  Learning  Software 


Vendor  Reputation 


Education/Training 


Time  to  Implement  Solution 


Vendor  Implementation  Team 


Graphical  Appeal  of  Software 

0.0  1.0  2.0  3.0  4 0 5.0  6.0  7.0  8.0  9.0  10.0 

Average 

N=1 79  Source:  INPUT 
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User  Satisfaction  Ratings 

After  ascertaining  the  importance  of  factors  in  a software  solution,  INPUT 
then  asked  respondents  to  rate  their  satisfaction  with  the  products  and 
services  from  specific  vendors. 

Exhibit  II-2  shows  the  ratings  of  overall  satisfaction  for  the  five  vendors 
studied.  The  ratings  ranged  from  a high  of  8.2  for  Hyperion  to  a low  of  6.8 
for  D & B Software. 


Exhibit  11-2 

Software  Solution  Factors  - Overall  Satisfaction 


Low  High 

Satisfaction  Rating 

N=179  Source:  INPUT 


Exhibits  II-3  to  11-14  show  the  satisfaction  with  each  vendor  for  each  of  the 
12  individual  factors.  Note  that  Hyperion  was  rated  first  in  11  of  the  12 
categories  (Exhibit  11-15). 


YNSFW 


© 1996  by  INPUT  Reproduction  Prohibited 


5 


SATISFACTION  OF  USERS  OF  FINANCIAL  SOFTWARE  PACKAGES 


INPUT 


Exhibit  11-3 


Satisfaction  - Solution  Meets  Business  Need 


D&B 
Hyperion 
Oracle 
PeopleSoft 
SAP 

0.0  1.0  2.0  3.0  4.0  5.0  6.0  7.0  8.0  9.0  10.0 
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Satisfaction  Rating 
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Satisfaction  - Accessibility  of  Information 
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PeopleSoft 
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Exhibit  11-5 


Exhibit  11-6 


Satisfaction  - Flexibility  to  Meet  Business  Needs 

D&B 
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Satisfaction  - Production  of  Transaction/Summary  Reports 
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Satisfaction  - Ease  of  Use 


D&B 


Hyperion 
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Satisfaction  - Ongoing  Support 
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Exhibit  11-9 


Satisfaction  - Ease  of  Learning  Software 


D&B 
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PeopleSoft 
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Exhibit  11-10 


Satisfaction  - Education/Training 
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Exhibit  11-11 


Satisfaction  - Vendor  Reputation 
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Exhibit  11-12 


Satisfaction  - Time  to  Implement 
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Exhibit  11-13 


Satisfaction  - Vendor  Implementation  Team 


Low 


Satisfaction  Rating 


N=1 79 


High 
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Exhibit  11-14 


Satisfaction  - Graphical  Appeal  of  Software 
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Exhibit  11-15 


Number  of  Times  a Financial  Software  Vendor  Rated 

First  in  a Category 


Vendor 
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Hyperion 
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Other  Findings 

Just  how  important  is  customer  satisfaction?  According  to  the  respondents 
in  this  study,  the  satisfaction  of  a vendor’s  customers  was  a very  important 
factor  in  making  their  own  decision  to  purchase  financial  software 
(Exhibit  11-16).  This  was  slightly  less  important  for  Oracle  purchasers,  but 
not  appreciably  so. 


Exhibit  11-16 


Importance  of  Customer  Satisfaction 
in  Purchasing  Financial  Software 


Average 

N=1 79  Source:  INPUT 
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A related  issue  is  the  extent  to  which  potential  customers  were  able  to  obtain 
information  on  customer  satisfaction.  As  shown  in  Exhibit  11-17,  most 
prospects  have  been  able  to  obtain  information  on  customer  satisfaction; 
interestingly,  there  is  no  strong  relationship  between  the  ability  to  obtain 
information  on  satisfaction  and  the  ultimate  satisfaction  of  the  customer  (as 
shown  in  Exhibit  II-2). 


Exhibit  11-17 


Percent  of  Customers  Able  to  Obtain  Information 
on  Customer  Satisfaction 

Customer 

Group 


Percent  Able  to  Obtain  Information 

Source:  INPUT 
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Questionnaire 


YNSFW 


© 1996  by  INPUT  Reproduction  Prohibited 


15 


SATISFACTION  OF  USERS  OF  FINANCIAL  SOFTWARE  PACKAGES 


INPUT 


FINANCIAL  SOFTWARE  SATISFACTION 

INPUT  is  an  international  research  and  consulting  firm  specializing  in 
software  and  services.  We  are  studying  the  satisfaction  of  companies  like 
yours  with  client/server  software  for  financial  software  solutions.  Neither 
your  name  nor  that  of  your  company  will  be  cited  in  our  report.  In  return  for 
your  taking  part  in  the  study,  we  will  send  you  a summary  of  the  study’s 
findings  at  no  charge. 

1.  According  to  our  records,  your  firm  is  using  financial  software  from 

[Vendor]?  Is  this  correct?  Yes No 

• If  Yes,  go  to  question  2. 

If  No:  What  client/server  GL  software  are  you  using? 

(Check  the  list  for  the  name  - if  not  on  the  list,  thank  the  respondent  and 
terminate.) 

2.  Do  feel  that  you  are  knowledgeable  on  your  firm’s  experience  with  this 
software? 

Yes No 


If  Yes,  go  to  question  3 

If  No:  Can  you  recommend  another  person  who  I should  speak  with? 

[Obtain  name  and  terminate  the  interview] 

3a.  How  satisfied  are  you  now  with  the  vendor’s  software  solution,  on  a scale 
of  1 to  10?  Please  describe  why. 
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3b.  For  financial  software  solutions,  how  important  are  each  of  the  following  factors 
to  your  company?  For  each  factor,  how  satisfied  are  you  with  rVendor’sl  solution? 
Please  rate  on  a scale  of  1 to  10,  with  10  being  high.  Please  provide  any  comments  as 

well.  [Enter  Below] 


Factor 

Imp. 

Sat. 

Comments 

How  well  the  solution  meets  business  needs 

The  flexibility  of  the  solution  in  responding  to 
changing  business  needs 

The  graphical  appeal  of  the  software 

How  well  the  software  produces  transaction 
and/or  summary  reports 

Accessibility  of  information  (e.g.,  for  ad  hoc 
reports) 

Ease  of  learning  the  software 

Ease  of  use  of  the  software 

Education/training 

Time  to  implement  the  solution 

Implementation  team  supplied  by  vendor 

Ongoing  support  (during  and  after 
implementation) 

Vendor  reputation  (for  financial  solutions) 

Other  (describe) 

3c.  In  making  your  decision  to  purchase  financial  software,  how  important 
was  the  satisfaction  of  current  customers?  (Please  use  the  1-10  scale,  with 
10  being  high)  

• Were  you  able  to  get  the  information  on  satisfaction  you  were  looking 
for? 

Yes  No  


• Why? 

• What  kind  of  additional  information  could  you  have  used? 
4.  Do  you  have  any  other  comments  on  the  software  solution? 
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Thank  you  for  your  assistance,  could  you  verify  for  me  your  title  and  address  for  the 
summary  report. 
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